
)I;> Outside of the normal business day- A technician will be on-site within four (4) hours. 
The technician will then provide parts and/or resources necessary to expedite repair of the 
most common problems within two (2) hours. 

r Due to Utilities or Disaster at the Center - Service will be restored as soon as the utility is 
restored provided the equipment was not damaged. If the equipment was damaged then refer 
to the timing in the statement previous (Due to Equipment). 

r Due to Telco Facilities Equipment- A technician will be dispatched as necessary. The 
normal Telco escalation procedures for a partial outage will apply: 

)I;> Two hours at first level, 

)I;> Four hours at second level 

)I;> Eight hours at third level 

These hours of escalation are all during the normal business day, so a trouble ticket may be 
extended from one day to the next. 

r Partial loss of service- Due to Equipment 

)I;> Normal business day- A technician is on site during normal business hours. The 
technician will provide parts and/or resources necessary to expedite repair of the most 
common problems within four (4) hours. 

)I;> Outside of the normal business day- A technician will be on-site within eight (8) hours. 
The technician will then provide parts and/or resources necessary to expedite repair of the 
most common problems within four (4) hours. 

[" Due to Position Equipment- A technician will be on-site within eight (8) hours, provided 
there are not enough positions working to process the forecasted traffic volumes. The 
technician will provide parts and/or resources necessary to expedite repair within 48 hours. 
If there are enough positions functional to process the forecasted traffic, the equipment will 
be repaired as necessary by Sprint. 

~ Due to Telco Facilities Equipment- A technician will be dispatched as necessary by Sprint. 
The normal Telco escalation procedures for a partial outage will apply: 

)I;> Eight hours at first level 

)I;> Twenty-four hours at second level 

These hours of Telco escalation are all during the normal business day, so a service request 
may be extended from one day to the next. 



TROUBLE REPORTING PROCEDURES (FOR INDIVIDUAL CUSTOMERS TO 
CUSTOMER SERVICE) 

All calls concerning customer service issues should be placed by dialing the CapTel Customer 
Service at 1-888-269-7477 (800-482-2424 TTY) in English (866-670-9134 for Spanish). A 
Customer Service agent will take information concerning: 

Callers Name 

Contact Number 

Calling to I Calling from if applicable 

• Description ofthe trouble 

Customer service can also be reached by emailing captel@captelmail.com. 

Report service affecting trouble to Customer Service during normal business hours. Escalations 
of service affecting issues during normal business hours are followed below: 

Cap Tel Customer Service 

Cap Tel 
Customer Service Supervisor 

Captioned Telephone Inc.'s (CTI) 
Call Center Director 

Captioned Telephone Inc.'s (CTI) 
Call Center Vice President 

Customer Service Agent 

Pam Holmes 

Pam Frazier 
Call Center Director 

Jayne Turner 
Vice President 

(888)-269-7477 
Parn.Holmes@captelmail.com 

(608) 441-8800 
Pam.Frazier@captelmail.com 

(608) 441-8800 
Jayne.Turner@ultratec.com 

Table 46 - Cap Tel Customer Service Escalation Procedures 

ALTERNATIVE USAGE FOR CAPTEL PHONE DURING OUTAGE FOR VCO USERS. 

CapTel phones are equipped with the capability to connect to traditional relay services even in 
the event that the captioning service is not available. 
In the event that a user cannot reach the captioning center, and the user desires to use any form of 
available relay to connect their call, the user can dial 7-1-1 (user must dial only 7-1-1 and not a 
relay 800 number in order to change to VCO mode) and be connected to the in-state relay call 
center. Their call will be processed via VCO instead of captions. In VCO mode, no audio from 
the called party will be processed- just like any other traditional VCO call 
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-Q~,-;,lf~4.-:.Pf __ I-l~ing .. ~~d 
.Speech lntpaired Services 

How· to Rea·cb .. Us· 
'TIY only" means the tei&P~~·ls ana~~ .u.g ·a' ' ' 
Telecommunications Device f01 the Deaf. and comniunlc.stiQn can 
only be ma!ie with another TTY ~ice. . 

"l'T¥ & Volce"·means that both TTY users and non-lTV users can 
communicate over the line. 

, AT.T NevA ~.Center , : 
. 'tTY .and v.:olce users1~56~ 

AT&T Nevada r:lepatr Service 
TTY users only'1~ · · 

Oeaf, Hard of Hearing and Speech Impaired equipment 
Telatypewriter·(TTV).-Tel~i.le andtelephoAe slgnalE!rs ate· : .," 
available at no c:ha'rge to -qualified deaf, hal'O Of hearb'lg, -deat-blin4 
and speech irhpaired people; ll'ii$ se.rvk:e ia made possible · 
through a surcharge on all Nevada telephone customers' monthly 
phone bllts. · · · 

Reaclilng -Rel~y Nevada for ·, 
customers in Nevada only_ 

Dial: 7'11 

nY, VCO or HCO: 

votce: 
··spanl~h R•tav Sewlce: 
Speech to Speech: .· . 
9'0o Service: 

1-800-~6-6868 

1·8_()0..326-686$ 

1-800-877·1219 

i·800·32&-o665t 
)1..goo..~ 

Thl$, sefY19El ~so f!1cludes optional billing l? a third party, as well ~ 
oollect and,ca!Ung ca'd calls. For customer sei'Vioe trlqljJrtea, or to 
milk$ oorn!'l'l• aboUt Re1aY Nevada. calt1-1360-67&-sm. 
Addltklnal infortnatlol'l is available at www.telaynmda.com. · 

This service ls made possible thrOugh a surcl'large on all Nevada 
Southam Navada Raaicklrits-Contact the Nevada Association Of. · te!eph~ customers' monthly. pb~ bllis. · 
the Handk:apped (NAH), 3100 East lake M&ed Blvd .• Suite 4A, . . , 
North·La&Vegat; NV :a90SQ-or call TTY 1•702-649·91-n or Voice: TTY 0.11 ~o N~·lmergency l!lumtMI'a . 
1-702..fl49. 7085.. Email addt8ss:· -randltd(iOaol.oom . , . -· , If your -call ~oes not require Immediate fire. or police or medical 
· · · re$p0nse, Reno and Washoe.Covnty c;ustoJT191S with a TTY .should 
Northern Nevada.Rasi~ the NOrtham Nevada dial 1-n~154 for non-emergency fire, pollee, or medical 
Center for Independent Living (NNCIL), 999 Pyramid Way, Sparks, assistance. 
NV 69431.or.celi.TfVNofce: 1~7-75-353-3589. Email address: 
mrfract.nncRctuno.cgm: 

·TelecommulliCationl. ~lay Service 
. ' 

· Dial:. · 711 
"Relay Nevada .. is' a stateWide •l"'fice for people who are deaf, 
hard of hearmg or speech impaired, This $81'Vlce ts available for 
24 hours pet day, 385 days a year; With. no restriction 6n length or 
numbef Of calfs placed. Specially trlilined tetay agents complete 
all calls and itaY On-line to relay messages from TTY users to 
VQice phone users. Voice Carry Over and Hearing Carry Over 
services are .alsO availabJe. Alf ealls •-1hr'Ough Relay Nevada are 
held In striCt confidence. . 

CaDs can be made to or from anywhere ln t~ United States. 

International Calling Is -also provided on Rel8)' Nevada. 
lnternatlonat Relay call$ to the United States from another country 
can be made by diatlng·1-606-224-1837. 

Directory LiatintllS for TTY Users 
Customers who haV& a nv. may include this lnfomtatiQn as a part 
of their directory listing at no additional charge. 

Examples: 
Sntlth. J.J. , 

Or 
~Only55$.:aa88 

Smlth,J.J. 
1Tf a VoicJ ssw8ea 

Exemptions from Directory AsslatW.C. and 
Operator Service Charge• . 
lf a disability makes it difficult for. you to look up_ numbers in ·tf!e­
telephone book and/or dial numbe~. call the AT&T Nevada 
Service Center. You may qualify for exemption from (til;.ectory 
assistance and/or operator serv!Ge ~ ooly. from your home 
telephone service. 


